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RXWUHDFK DQG VXFFHVV RI KHDOWK SURPRWLRQ DFWLYLWLHV WKDW XVH
616V>@3HHUFRPPXQLFDWLRQRQ616VFDQLQFUHDVHWKHUHDFK
RIKHDOWKLQIRUPDWLRQH[SRQHQWLDOO\LIIRUZDUGHGFRQVHFXWLYHO\
E\ PDQ\ SHRSOH >@ +RZHYHU OLWWOH LV NQRZQ DERXW ZKDW
PRWLYDWHVSHRSOHWRDFWLYHO\LQLWLDWHSHHUFRPPXQLFDWLRQDERXW
KHDOWK WRSLFV RQ WKHLU RZQ SDJHVSURILOHV ZKHUH KHDOWK
LQIRUPDWLRQFDQEHVHHQE\DOOWKHLUFRQWDFWVUDWKHUWKDQRQO\
E\ PHPEHUV RI FHUWDLQ 616 KHDOWK JURXSV 7KLV H[SORUDWRU\
VWXG\DSSOLHVDPDUNHWLQJWKHRUHWLFDOPRGHOWRILOOWKLVJDSLQ
XQGHUVWDQGLQJ
,Q PDUNHWLQJ RQOLQH SHHU FRPPXQLFDWLRQ ZLWK ³SRVLWLYH RU
QHJDWLYH VWDWHPHQWV PDGH E\ SRWHQWLDO DFWXDO RU IRUPHU
FXVWRPHUVDERXWDSURGXFWRUFRPSDQ\ZKLFKLVPDGHDYDLODEOH
WR D PXOWLWXGH RI SHRSOH DQG LQVWLWXWLRQV YLD WKH ,QWHUQHW´ LV
UHIHUUHGWRDVHOHFWURQLFZRUGRIPRXWKH:20>@H:20
RQ616VKDVEHHQSHUFHLYHGE\FXVWRPHUVDVDPRUHUHOLDEOH
VRXUFH RI SURGXFW LQIRUPDWLRQ WKDQ WKH FRUSRUDWHVSRQVRUHG
PHVVDJHV LQ WUDGLWLRQDOPDUNHWLQJ VXFK DV DGYHUWLVLQJ VDOHV
SURPRWLRQV DQG SXEOLF UHODWLRQV >@ 7KHUH DUH WZR
FRPSRQHQWVRIH:20RSLQLRQSURYLGLQJDQGRSLQLRQVHHNLQJ







WKDW DIIHFW WKH GLIIHUHQW FRPSRQHQWV DQG IRUPDWV RI H:20
DERXW /73$ ZH DSSOLHG D PDUNHWLQJ WKHRUHWLFDO IUDPHZRUN
WKH3DWK0RGHORIWKH$QWHFHGHQWVDQG&RQVHTXHQFHVRI2QOLQH







UHOHYDQFH KHUH /73$ EDVHG RQ LQKHUHQW QHHGV YDOXHV DQG
LQWHUHVWV 3URGXFW LQYROYHPHQW RU SHUVRQDO LQWHUHVW LQ WKH
SURGXFWRU WKHH[FLWHPHQW UHVXOWLQJ IURPSURGXFWRZQHUVKLS
DQGXVHPRWLYDWHVSHRSOHWRLQLWLDWHWUDGLWLRQDOZRUGRIPRXWK
:20 DERXW FRPPHUFLDO SURGXFWV >@ 3UHYLRXV UHVHDUFK
VXJJHVWVWKDWLQYROYHPHQWLVDVVRFLDWHGZLWKWUDGLWLRQDO:20
DQG H:20 >@ +HUH WKH UROH RI /73$ LQYROYHPHQW LQ
H:20VSHFLILFDOO\RQ616VLVLQYHVWLJDWHG
)XUWKHUPRUH WKLV VWXG\ GLVWLQJXLVKHV EHWZHHQ WZR NLQGV RI














DWWULEXWLRQ RI /73$ 7KLV UHVHDUFK LQYHVWLJDWHV LI DIIHFWLYH




























XVH WKH ,QWHUQHW IRU PXVLF FRQVXPSWLRQ ZHUH PRUH OLNHO\ WR
SURYLGHDQGVHHNRSLQLRQVDERXWRQOLQHPXVLF,QWKHFRQWH[W














LQGLYLGXDOV LQIOXHQFH RWKHUV¶ /73$ SDUWLFLSDWLRQ 6LPLODUO\
RSLQLRQ VHHNLQJ LV WKH SURFHVV E\ ZKLFK SHRSOH VHHN DGYLFH
ZKHQSDUWLFLSDWLQJLQ/73$>@7KLVVWXG\H[SORUHVYDULRXV
DQWHFHGHQWVIRUWKHVHWZRFRPSRQHQWVRIH:20UHVSHFWLYHO\












YDFFLQHRQ )DFHERRN IHPDOH FROOHJH VWXGHQWV UHYHDOHG WKHLU
SUHIHUHQFH IRU IRUZDUGLQJ UDWKHU WKDQ FKDWWLQJ LQ JHQHUDO
EHFDXVHRIWKHLUODFNRI+39YDFFLQHNQRZOHGJH>@$SSO\LQJ
WKHH:203DWK0RGHOLQWKHFRQWH[WRIH:20RQ616VDERXW





)XUWKHUPRUH 6XQ DQG FROOHDJXHV >@ IRXQG WKDW SURYLGLQJ
RQOLQH RSLQLRQV SUHGLFWHG RQOLQH RSLQLRQVHHNLQJ 7KH\
VSHFXODWHGWKDWSHRSOHZKRDUHPRUHOLNHO\WRSURYLGHRSLQLRQV
DUH PRUH OLNHO\ WR VHHN RSLQLRQV LQ RUGHU WR XSGDWH WKHLU
LQIRUPDWLRQDQGNQRZOHGJH,QWKHFRQWH[WRIH:20RQ616V
RQH VWXG\ IRXQG WKDW SURYLGLQJ RSLQLRQV DERXW GLQLQJ LV D
SUHGLFWRURIVHHNLQJGLQLQJUHODWHGLQIRUPDWLRQRQ616V>@
7KLV VWXG\ LQYHVWLJDWHV LI WKH VDPH DVVRFLDWLRQ H[LVWV LQ WKH
FRQWH[WRI/73$
,QVXPPDU\WKLVVWXG\DSSOLHVWKHH:203DWK0RGHOWR/73$


















JLIW FDUGV ZHUH JLYHQ WR  SDUWLFLSDQWV 3DUWLFLSDWLRQ ZDV
DQRQ\PRXV DQG WKLV VWXG\ ZDV DSSURYHG E\ WKH XQLYHUVLW\¶V
,QVWLWXWLRQDO5HYLHZ%RDUG,QWRWDOSDUWLFLSDQWVRXWRIDOO





3DUWLFLSDQWV ZHUH DVNHG WR UDWH IRXU LWHPV DGDSWHG IURP
=DLFKNRZV\¶V>@3HUVRQDO,QYROYHPHQW,QYHQWRU\³7RPH
SDUWLFLSDWLQJ LQ OHLVXUHWLPH SK\VLFDO DFWLYLWLHV LV 
µERULQJLQWHUHVWLQJ¶  µH[FLWLQJXQH[FLWLQJ¶ 
µDSSHDOLQJXQDSSHDOLQJ¶ RU  µIDVFLQDWLQJPXQGDQH¶´ RQ D
SRLQWIURPWRVHPDQWLFGLIIHUHQWLDOVFDOH,WHPV
DQG  ZHUH UHYHUVHO\ FRGHG EHIRUH FRPSRVLWH VFRUHV ZHUH
VXPPHG ZKHUH KLJKHU VFRUHV LQGLFDWHG KLJKHU DIIHFWLYH
LQYROYHPHQW7KH&URQEDFKDOSKDYDOXHZDV
&RJQLWLYH,QYROYHPHQW
3DUWLFLSDQWV ZHUH DVNHG WR UDWH VL[ LWHPV DGDSWHG IURP
=DLFKNRZV\¶V >@ 3HUVRQDO ,QYROYHPHQW ,QYHQWRU\ ³7R PH
SDUWLFLSDWLQJ LQ OHLVXUHWLPH SK\VLFDO DFWLYLWLHV LV 
µXQLPSRUWDQWLPSRUWDQW¶ µLUUHOHYDQWUHOHYDQW¶ µPHDQV
QRWKLQJPHDQV D ORW WR PH¶  µZRUWKOHVVYDOXDEOH¶ 
µLQYROYLQJXQLQYROYLQJ¶ RU  µQRW QHHGHGQHHGHG¶´ RQ D
SRLQWIURPWRVHPDQWLFGLIIHUHQWLDOVFDOH,WHPZDV
UHYHUVHO\FRGHGEHIRUHFRPSRVLWHVFRUHVZHUHDJJUHJDWHGZKHUH




>@ 3DUWLFLSDQWV ZHUH DVNHG WR UDWH KRZ IUHTXHQWO\ WKH\
LQGLYLGXDOO\ FRPPXQLFDWHG ZLWK DOO WKHLU FRQWDFWV RQ WKHLU
PRVWXVHG616RQDVFDOHRI WR QHYHUYHU\ IUHTXHQWO\
3DUWLFLSDQWVZHUH WKHQDVNHG WR UDWH WKH LPSRUWDQFHRIDOORI
WKHLU FRQWDFWV RQ WKLV 616 UDQJLQJ IURP  WR  QRW DW DOO
LPSRUWDQWYHU\LPSRUWDQW$IWHUZDUGVSDUWLFLSDQWVUDWHGKRZ
FORVH WKH\ LQGLYLGXDOO\ IHOW WRDOO WKHLUFRQWDFWVRQ WKLV616
UDQJLQJIURPWRQRWDWDOOFORVHYHU\FORVH7KH&URQEDFK
DOSKDYDOXHIRUSHUFHLYHGVWUHQJWKRIWLHVZDVFRPSRVLWH







)RU 7ZLWWHU ³FRQWDFWV´ UHIHUV WR ³IROORZHUV´ $ IROORZXS

















WKH\ SDUWLFLSDWHG LQ LW DQG  KRZ PDQ\ WLPHV WKH\ KDG
SDUWLFLSDWHG LQ LW RYHU WKHSUHYLRXV VHYHQGD\V3DUWLFLSDWLRQ
FRXQWV IRU HDFK W\SH RI /73$ RYHU WKH SUHYLRXV VHYHQ GD\V
ZHUHFDWHJRUL]HGLQWRILYHJURXSV QRQH WLPHV
























7KH PHDVXUHPHQW FRQWDLQHG VL[ LWHPV ZLWK D SRLQW /LNHUW
VFDOHUDQJLQJIURP³VWURQJO\GLVDJUHH´WR³VWURQJO\DJUHH´>@
2QHLWHPZDV³,WHQGWRXVHWKHµ6KDUHWKLVVLWH¶IXQFWLRQWR
VKDUH ZHEVLWHV RQ WKLV 616 ZKHQ , ILQG LQIRUPDWLRQ DERXW
OHLVXUHWLPHSK\VLFDODFWLYLW\´&RPSRVLWHVFRUHVZHUHVXPPHG
IRU HDFK LWHP +LJKHU VFRUHV LQGLFDWHG WKDW SDUWLFLSDQWV





2QH LWHP ZDV ³2Q WKLV VRFLDO QHWZRUN VLWH , OLNH WR VKDUH
LQIRUPDWLRQZLWKP\FRQWDFWVDERXWP\IDYRULWH OHLVXUHWLPH





3DUWLFLSDQWVSURYLGHG WKHLU DJH EHWZHHQ DQG  JHQGHU















$FFRUGLQJ WR.OLQH >@ D&),YDOXHRYHU  DQG506($
YDOXHEHWZHHQDQGLQGLFDWHDQDFFHSWDEOHPRGHOILW>@





WKHVH FRYDULDWHV 7KH SDWK FRHIILFLHQWV ZHUH VWDQGDUGL]HG





\HDU UDQJH  -XVW RYHU   RI WKH
SDUWLFLSDQWVZHUH IHPDOHDQG WKHPDMRULW\RI WKHSDUWLFLSDQWV
ZHUHQRQ+LVSDQLFZKLWHV0RUHWKDQ




























6WDWLVWLFDOO\ VLJQLILFDQW UHODWLRQVKLSV ZHUH REVHUYHG EHWZHHQ
SHUFHLYHG VWUHQJWK RI WLHV DQG ERWK RSLQLRQ SURYLGLQJ DQG
RSLQLRQVHHNLQJZKHUHDVFRJQLWLYHLQYROYHPHQWZDVDVVRFLDWHG
ZLWK RSLQLRQ SURYLGLQJ RQO\ VHH 7DEOH  )RUZDUGLQJ DQG
FKDWWLQJEHKDYLRUVZHUHDOVRDVVRFLDWHGZLWKRSLQLRQSURYLGLQJ
DQGVHHNLQJEHKDYLRUVVHH7DEOH7KHSDWKPRGHOSURGXFHG

















































FRJQLWLYH LQYROYHPHQW DQG WKH UDWLR RI VWURQJ WLHV ZHUH QRW
VLJQLILFDQWO\ UHODWHG WR KLJKHU RSLQLRQ SURYLGLQJ 7KH VWXG\
VXSSRUWHG WKH LGHDV WKDW IRUZDUGLQJ DQG FKDWWLQJ ZHUH WZR
FRQVHTXHQFHVIRUERWKRSLQLRQSURYLGLQJDQGRSLQLRQVHHNLQJ
$QWHFHGHQWVRIH:20
7KLV ZDV RQH RI WKH ILUVW VWXGLHV WKDW GLIIHUHQWLDWHG EHWZHHQ
DIIHFWLYHDQGFRJQLWLYH LQYROYHPHQW LQ WKH UROHRISUHGLFWLQJ
RSLQLRQSURYLGLQJDQGRSLQLRQVHHNLQJ,QVWXGLHVRQWUDGLWLRQDO







FRJQLWLYH LQYROYHPHQW LQ /73$ ZDV D SUHGLFWRU RI RSLQLRQ
SURYLGLQJRQ616V7KLVVXJJHVWVWKDWLIVWXGHQWVIRXQGDFHUWDLQ
/73$LQWHUHVWLQJH[FLWLQJDSSHDOLQJDQGRUIDVFLQDWLQJWKH\
ZHUH PRUH OLNHO\ WR VKDUH WKH H[SHULHQFH RQ 616V 7KH
LPSRUWDQFHRIDIIHFWLYHLQYROYHPHQWLVVXSSRUWHGE\RQHVWXG\
ZKLFKIRXQGWKDWVWXGHQWV¶WRSPRWLYHVIRUVHQGLQJSDVVDORQJ




WKDW WKH GHVFULEHG DIIHFW LV D SRVLWLYH RQH KHUH LQ WKDW















D PRUH XQLIRUP UHVSRQVH 3DVW UHVHDUFK KDV VKRZQ WKDW
H[SHULHQWLDO H:20 FRPPHQWV DUH VHHQ DV OHVV KHOSIXO WKDQ
XWLOLWDULDQRQHVWKXVSRVVLEO\GULYLQJRQOLQHXVHUVQRWWRVHHN
WKHPLQWKHILUVWSODFH>@









FRPIRUWDEOH SURYLGLQJ RSLQLRQV DERXW /73$ ZKHQ WKH\ IHHO





H[SODLQHG E\ WKH LGHD WKDW XVHUV XVH PRUH SULYDF\UHODWHG
IXQFWLRQVHJVKDULQJSKRWRVWRFRPPXQLFDWHZLWKFORVHIULHQGV







6XUSULVLQJO\ /73$ SDUWLFLSDWLRQ ZDV QRW UHODWHG WR HLWKHU
FRPSRQHQWRIH:20²RSLQLRQSURYLGLQJRURSLQLRQVHHNLQJ
7KHVHUHVXOWVDUHLQFRQVLVWHQWZLWKDPDMRUPRWLYDWLRQWRXVH






RSLQLRQ SURYLGLQJ DQG RSLQLRQ VHHNLQJ IRU VRPHRQH ZKR
SDUWLFLSDWHVLQ/73$7KH*RRJOH.HOOHU)D\JURXS>@IRXQG
WKDWWKHSUHGRPLQDQWPHWKRGRIZRUGRIPRXWKLVVWLOORIIOLQH







7KLV VWXG\ IRXQG WKDW ERWK FKDWWLQJ DQG IRUZDUGLQJ ZHUH




PRUH OLNHO\ WR IRUZDUG LQIRUPDWLRQ DERXW /73$ ZHUH PRUH
OLNHO\WRFKDWDERXWLWWRR6WXGHQWVZLWKHLWKHULQFUHDVHGRSLQLRQ
SURYLGLQJRURSLQLRQVHHNLQJZHUHPRUHOLNHO\WRHLWKHUIRUZDUG
LQIRUPDWLRQDERXW/73$RU FKDW DERXW LW 7KHVH UHVXOWV DUH






KDYH SRVLWLYH HPRWLRQDO FRQQHFWLRQV WR /73$ DQG ZKR IHHO








IRU H[DPLQLQJ WKH DQWHFHGHQWV DQG IRUPDWV RI KHDOWKUHODWHG
H:20 ZKLFK KDV WKH KLJKHVW SRWHQWLDO IRU EHLQJ VKDUHG RU
GLVFXVVHG2QHRI WKHYDOXHVRIH:20LV LWVRUJDQLFVSUHDG
DPRQJQHWZRUNVRIXVHUVRU LQRWKHUZRUGV LWVYLUDODVSHFW
&HUWDLQ PHVVDJHV HJ SRVLWLYH HPRWLRQDO RQHV PD\ KDYH D
KLJKHU YLUDO SRWHQWLDO WKDQ RWKHUV DQG IXWXUH UHVHDUFK FDQ







WKH /73$ IRFXV RI WKH VWXG\ ZDV QRW PHQWLRQHG LQ WKH
UHFUXLWPHQW HPDLO VXUYH\ LQWURGXFWLRQ +RZHYHU WKH VWXG\
VDPSOH PD\ QRW EH UHSUHVHQWDWLYH RI WKH SRSXODWLRQ RI
XQGHUJUDGXDWHVWXGHQWVDWRQHRIWKHPLGZHVWHUQXQLYHUVLWLHV
)XUWKHUPRUHZHRQO\LQFOXGHGSDUWLFLSDQWVDWWUDGLWLRQDOFROOHJH
DJHG EHWZHHQ  DQG  6WXG\ UHVSRQGHQWV WHQGHG WR EH
\RXQJHUIUHVKPHQOLYLQJRQFDPSXVDQGIHPDOHDVFRPSDUHG
ZLWKWKHSRSXODWLRQRI0LGZHVWHUQ8QLYHUVLW\VWXGHQWV7KXV











5HVXOWV LQGLFDWH WKDW \RXQJ DGXOWV ZKR IHHO WKDW /73$ LV
LQWHUHVWLQJ DQG IXQ DQG DUH FORVHU WR DOO RI WKHLU FRQWDFWV RQ
616VDUHPRUHOLNHO\WRSURYLGHRSLQLRQVDQGLQIRUPDWLRQDERXW
/73$RQ616V7KRVHZKRSURYLGHRSLQLRQVDQGLQIRUPDWLRQ
DUH DOVR PRUH OLNHO\ WR VHHN RSLQLRQV DQG LQIRUPDWLRQ IURP
RWKHUV7KRVHZKRIRUZDUGLQIRUPDWLRQDERXW/73$DUHPRUH
OLNHO\ WR WDON DERXW /73$ XVLQJ WKHLU RZQ ZRUGV )XWXUH
LQWHUYHQWLRQVXVLQJ616VWRVSUHDGH:20DERXW/73$VKRXOG
LQFUHDVH \RXQJ DGXOWV¶ DIIHFWLYH LQYROYHPHQW LQ RUGHU WR
HQFRXUDJHWKHLURUJDQLFFRPPHQWVWRRWKHUXVHUV<RXQJDGXOWV
ZKRDUHPRUHDIIHFWLYHO\LQYROYHGLQ/73$DQGIHHOFORVHUWR
DOOWKHLUFRQWDFWVRQ616VFRXOGEHUHFUXLWHGWREHSHHUOHDGHUV
WRSURYLGHRSLQLRQVDQGLQIRUPDWLRQ)XWXUHLQWHUYHQWLRQVFDQ
DOVRHQFRXUDJH\RXQJDGXOWVZKRIRUZDUG LQIRUPDWLRQDERXW
/73$RQ616VWRFKDWDERXWLWWRRDVWKDWLVDPRUHHQJDJHG
EHKDYLRUZKLFKPD\PRWLYDWHWKHPRURWKHUVLQWRSDUWLFLSDWLRQ
LQSK\VLFDODFWLYLW\

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